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(sent to the International Bureau only) a total of (indicate type and number of electronic carriers)) 
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b. 



□ 



IS 


Box No. I 


□ 


Box No. II 


□ 


Box No. Ill 


□ 


Box No. IV 




Box No. V 


□ 


Box No. VI 


□ 


Box No. VII 


□ 


Box No. VIII 



Basis of the report 
Priority 

Non-establishment of opinion with regani to novelty, inventive step and industrial applicability 
Lack of unity of invention 

2S5S£S ta ?!? t Und *i ^f 16 35(2) rCgard to novelt y. »ventive step or industrial 
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1. 



2. 



3. 



4. 



StSS^TSS^^ " b3Sed ° n intemati ° nal ^ ,icati0n to lan ^ e ™ -hich it was filed, unless I 

□ This report is based on a translation from the original language into the following language 

which ,s the language of a translation furnished for the purposes of BBS _ , 

□ 

international search (under Rules 12.3 and 23 1(b)) 

□ 

publication of the international application (under Rule 12.4) 
Q international preliminary examination (under Rules 55.2 and/or 55.3) 

/KISS £ ™lZ'Zc? i n?Jl™ ! 1 0nai ZfT^f** rep ° rt is based on (^cement sheets W hich hove beenl 
a n darenotZe^dZhis^por\): ? Under Artide 14 « referred to in this report as "originally filed" ' 



□ 



the international application as originally filed/turnished 
the description: 



pages 
pages* 



I | the claims: 



received by this Authority on 
received by this Authority on 



as originally filed/furnished 



pages 



as originally filed/furnished 



as amended (together with any statement) under Article 19 



j | the drawings: 



received by this Authority on 
received by this Authority on 



received by this Authority on 
received by this Authority on 



as originally filed/furnished 



□ « sequence Wn, ™d/or reted - Supple™,!* Box RelMing lo Sopjence Liatog 

□ 

The amendments have resulted in the cancellation of: 

□ 
□ 
□ 



□ 
□ 



the description, pages 

the claims, Nos. 

the drawings, sheets/figs 

the sequence listing (specify): 



□ 



any table(s) related to the sequence listing (specify): 



^Zi^Z^tt^JLHT f *; r^r* ■ BB ~ d to Ms re p° rt ■* **** ™™ not ^ 

70.2(c» y ^ considercd to 8° be yo«d disclosure as filed, as indicated in the Supplemental Box (Rule 



□ 
□ 
□ 
□ 
□ 



the description, pages 
the claims, Nos, 



the drawings, sheets/figs 

the sequence listing (specify): 

any table(s) related to the sequence listing (specify): 



If item 4 applies, some or all of those sheets may be marked "superseded. " 
Form PCT/IPEA/409 (Box No. I) (January 2004) 
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Box No. V f^2lin^t nt U H der ArtiC,C 35(2) ™ th regard t0 nove,t * tawBtlw ste P or Austria! applicability; 
citations and explanations supporting such statement 



1 . Statement 

Novelty (N) 

Inventive step (IS) 

Industrial applicability (IA) 



Claims 
Claims 

Claims 
Claims 

Claims 
Claims 



1-8 



1-8 



YES 
NO 



YES 
NO 



1-8 



2. Citations and explanations (Rule 70.7) 

Cited documents in the International Search Report: 

Dl: US 2003103621 Al 
D2: US 5506898 Al 
D3: US 2003031309 Al 
D4: US 6259786 Bl 

Dl describes a method, system, and program for expert ( = 
optimal recipient) hold queue management. An incoming call is 
received and placed in the first queue until a representative 
of the call centre is available to answer the call ( = 
selecting an optimal recipient for the incoming call) . The 
call may be transferred to a second queue within the first 
queue (= selecting one of several parallel second queues 
corresponds to the selected recipient), (page 1 parts 15 -19; 
claim 16; figs. 1-9; abstract). 

D2 relates to queuing arrangements, for example to telephone 
call -answering arrangements and automatic call -distribution 
arrangements in telecommunications systems. The arrangement 
preferably performs the waiting time estimation separately and 
individually for each separate queue in multi-queue system, 
such as a multi-split ACD system. Each priority level may also 

?? ^ ated cn aS ? . se P ar ate queue in such a system, (column 2 
lines 1 - 60; claims 1-19; Abstract) . 

»L d f SC 1 ribes / . s y st ? m method provide for the processing 

o*f *°^ xng of incoming calls for a call centre. The system is 
specially configured such that incoming calls are prioritized 

Sfi P i?? e *• VirtUal ±f ifc is determined that a live 

call attendant is not available. 

•••/ 
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In case the space in any of the preceding boxes is not sufficient. 

Continuation of: Box V 



While in the queue, the system is further configured such that 
the caller may initiate and participate in various interactive 
functions while simultaneously maintaining their priority 
Position in the virtual call queue (= placing a virtual call in 
the second queue that corresponds to the incoming call) , (page 
1 part 5 - page 2 part 14; figs. 1-3; abstract) . 

SI* de f c 5 ibes . a cal l queuing system for a call centre 
establishes virtual calls for callers, and allows the callers 
to disconnect and await a later call-back when the virtual 
call is routed to an agent. Callers are connected to an IVR (= 
interactive voice response) and informed that they may 
disconnect and await the call-back. An IVR may also be used 
when the call-back is made, informing the caller of the nature 
°_ he call, and that they are now being connected to an 

Strict)? 2 35 " C ° 1UItm 3 1±ne 21 ; f±gS ' 1 - 3 '> 

The invention defined in claims 1-8 is not disclosed by any of 
these documents. The cited prior art does not give any 
indication that would lead a person skilled in the art to a 
method processing an incoming call like this: after the 
incoming call has propagated through the first queue system, 
5S e ?«i ng - an ° P ^ mal r ^i.pient, which is capable to answering 
^ HI miT ? T\ ' and termina ting the incoming call; placing 
in the selected second queue system a virtual call that 
corresponds to the incoming call and establishing a call-back 
oSi conne f t f n 9 the selected recipient to the call-back 

call. The recipient selection is based on to choosing a 
STSl n • w appears to be suitable, given the information 
iLl L - ? ^ natUre ° f business and recipients' expertise 
that is available to the selection mechanism. The client can 
use a single telephone number or other network address to 

STt-if? ^ P ° tential ^cipient which is determined on 
the basis of the client's nature of business. 

Therefore, the invention defined in claims 1-8 is not obvious 
defined 6 ^! ^ ^ art ' Ac ^ingly, the invention 

ESS? l aXmS 8 18 n ° Vel and is considered to involve an 

inSu^TIn P --,- Th ^ invention de fined in claims 1-8 is 
xndustrially applicable. 



